
• 5.2 LOGGING OFF TAFI

GLEG TAFI User Guide

To log off (exit) the CLEC TAFI system, the user must depress the F6 function key while at the
Initial Trouble Entry Window. (Obviously, the CLEC TAFI system will not allow a user to log
off in the middle of processing a customer's trouble report.)

~ Note: Some of the function keys in the TAFI application can take on different
characteristics depending upon which TAFI 'window' is active. The best
advice is to look at the bottom of a given window and take note of the
functions performed by the "F' keys. For example, at the Initial Trouble Entry
Window, F3 displays the status of the user's queue while in a 'look-up'
window F3 moves the selection bar down a position.

Depressing the F6 function key produces the following Message Window asking the user to
confirm that exiting the system is the requested function:

02-25-00 Trouble Anal~5is F-aci 11 ta tion Interface BRTAFIYM BST R2000. 1 SIM

•
TN•••••~.._ NAI1E

oosl~ss

Are you sure you want to exit?

MMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMM
M May contain fragPleflted a>HI I to be used only M

M consistent with your CPNI training. Not to M
M be used for sales and _rketing purposes. M

MMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMM

No

[~] NOTICEmmI TN.
1OUTGO
IINCOM Queue
ITRfltfS
IMEMOR iiProfile
Il'lEttOR ....
ICALLI
ILOtlG
IPHVSI
IDATA
IElfifIi
IIiBl F"--------------------'
IIiBl FL()I.I 2

No tromles in queue 08:15:22
Figure 5 - Log-OffScreen

•

Depressing the Enter key (to accept the default value of Yes) causes the CLEC TAFI system to
log the user off and disconnects the connection. The LAN-LAN user will be returned to their
desktop. The DIALS user will be returned to a blank Telnet screen. (Follow your company's
procedure to gracefully drop the telephone connection.)
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Once logged back into the CLEC TAFI system, the user will see the initial screen as shown
below:

5.3 THE TAFI SCREEN

GLEG TAFI User Guide

•
02-25-00 Tr-ouble Analysis Facili tation Inter-face BRTAFIYM SST R2000.1 SIM

TN • • ••_ NAME

oos I ADDRESS

Figure 6 - CLEC TAFllnitial Screen
No troubles in queue

************************************************** May contain frag~ted CPNI, to be used only *
* consistent lIIi th your CPNI training. Not to *
* be used for sales and I118.rketing purposes. *
*************************************************

•08:13: 12

lDexitIIsupervise

mmlI Tti ••
IOUTGO
IINCOM Queue ManageNent? I
ITRANS
II1EHOR IJprofile IB-queued
IHEHOR
ICALLI
ILONG
IPHVSI
1000TA
IENHAN
ItBI FL--------------------'
ItBI FLO'" 2

5.3.1 BASIC SCREEN LAYOUT

Take a moment to look at the TAPI screen and learn a little more about how it's laid out:

5.3.1.1 TITLE BAR

Across the top of every TAFI screen is the "Title Bar". It verifies that you are using the TAFI
application - because in the middle of this title bar is the application name:

Trouble Analysis Facilitation Interface

At the left side of the title bar is today's date (i.e., 02-25-00) and the current software level is
identified on the right side of the title bar. The current software level (at this writing) is:

• BST (indicating that BellSouth owns and maintains this product)

• R20oo.1 (indicates that this is the first major release in the year 2000)

• SIM (indicates that you are using the training or Simulated database) •
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To the left of the software level information is an indicator which identifies which CLEC TAFI
processor is being accessed (i.e., BRTAFIYM is the CLEC TAFI back-up system located in the
Birmingham data center). This assists the support personnel in identifying which physical
machine was being used when system problems are reported.

5.3.1.2 STATUS LINE

The Status Line is located at the very bottom of the CLEC TAPI screen (under the border) and
provides information about what CLEC TAPI system is doing. At the extreme right side of this
line is a clock display. This clock shows you what time it is at the CLEC TAFI processor
location.

~ Note: The CLEC TAFI production system is located in Charlotte, NC and the
clock displays Eastern Time while the back-up system is located in
Birmingham and that clock displays Central Time.

To the left of the clock TAFI displays a report "timer" that starts once the information on the
Initial Trouble Entry Window is entered. It displays the number of minutes and seconds since the
report was initiated. The intent of this timer is to provide feedback as to how long the user has
been actively working on a given report.

The left side of the Status line provides you with information about what the CLEC TAPI system
is doing. Think of these status messages as CLEC TAPI talking to you, telling you what it's
doing and any problems (i.e., error messages encountered with downstream systems) that were
encountered. If the user makes an error, TAFI will let the user know about it in this status
message area. (For example, if you forget to enter a value in a required field, CLEC TAPI will
not let you proceed until that field is satisfied. CLEC TAFI will move the cursor to the required
field and politely tell you (in this status line area) "Field must be entered".)

5.3.1.3 ACTIVE WINDOW

The term 'windows' in the CLEC TAFI system refers to areas of the screen, usually surrounded
by a line, that displays or requests information. These windows may overlap other information
on the screen. You can tell which TAFI window is the 'active' window by locating the TAFI
cursor (typically a red square the size of a character).

Look at your screen. The cursor (typically a red square) is in the first position of the TN field on
the Initial Trouble Entry Window. Coincidentally, this is the starting point for processing a
customer's trouble report.
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=> Note: Notice that the Initial Trouble Entry Window is presented over other
information that's on the screen - specifically the Customer Information
Window and the Main Menu.

5.3.2 INITIAL TROUBLE ENTRY WINDOW

The Initial Trouble Entry window is displayed when:

• The user initially logs on to the CLEC TAPI system

• The user finishes processing a trouble report (and TAFI is ready for the next report)

• The current trouble report is placed in the TAPI trouble processing queue

Let's take a closer look at the Initial Trouble Entry Window.

•

TN ••

Queue ManageMent? I

lEsupervise lDexit •************************************************** May contain fragMented CPNI, to be used only *
* consistent with your CPHI training. Not to *
* be used for sales and Marketing purposes. *
*************************************************

The first thing the user will notice is the warning message regarding Customer Proprietary
Network Information (CPNI). Since the CLEC TAPI system allows the user to view certain
items on the customer's record, the user has access to CPNI data. BellSouth can not control how
the CLEC user applies this information. However, BellSouth does put up this warning message
as a reminder. (This message appears on all internal TAPI systems as well.)

Only one item of information is required to start the trouble processing activity:

• The Telephone Number (TN) of the line in trouble.

This TN field is provided in three sections: (1) three characters for the NPA (or 'Area Code'),
(2) three characters for the NXX (or office code) and (3) 'XXXX' field for the actual number.
This last field has been expanded to 24 characters to accommodate PBX Terminal or DID
numbers (i.e., 999 555 1234TEROOOOl). •
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The "Queue Management" option is located on the Initial Trouble Entry window. The default
value for this field in NO (N) when not populated by the user. In the normal course of processing
a trouble report, the user only populates the TN field and then depresses the .J Enter key. To
populate the Queue Management field, the user must use the Down Arrow key after entering the
telephone number.

What is Queue Management? In the larger maintenance centers (high volume of trouble reports)
a supervisor monitoring the queue activity (Section 13.1) may notice that a large number of
reports are in queue. He will typically designate an individual to stop taking customer calls and
provides them with a list of queued reports to work on. Since these queued reports were
generated by many different users, TAFI will generate a subsequent report in LMOS when
someone else (i.e., the user processing queued reports) provides information. The "Queue
Management" option was introduced to avoid generating an unnecessary subsequent report. In
other words, when a user is processing reports queued by someone else, he/she will down arrow
to the Queue Management option and enter "Y". TAPI will then treat the report as if the original
user processed the queued report and not generate the LMOS subsequent report.

Along the bottom of the Initial Trouble Entry Window the user will notice prompts indicating
which function a given function key will perform.

5.3.2.1 F2 PROFILE

BellSouth maintains all CLEC profiles and this function is not available to the CLEC user.

5.3.2.2 F3 QUEUE

During the process of handling customer troubles the user may periodically put a report in queue
(so TAFI can continue to work on the trouble while the user talks to another customer). To view
the status of these queued reports, depress the F3 key while you are at the Initial Trouble Entry
Window.

5.3.2.3 F4 SUPERVISE

This function key allows CLEC users with the 'supervisor' authority to access the user queue
management function (see Section 13).

5.3.2.4 F6 EXIT

• From this window, depressing F6 will terminate the CLEC TAFI session.
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5.3.2.5 ENTERING THE DATA

Once the TN field is populated, (and the user is not processing Queue Management reports) the
user depresses the .J Enter key to begin the process. Based upon the telephone number entered,
TAPI knows which:

• LMOS system to access to retrieve the customer's name and address infonnation
(along with many other pieces of infonnation). There are three different LMOS
systems in BellSouth each with multiple Front-End processors.

• Which CRIS database to access to retrieve the customer's CSR.

• Which Predictor system to use should line translations need verification. There
are sixteen Predictor systems.

• Which MARCH system to use should reprogramming the switch be required to
repair the customer's features problem. There is four MARCH systems.

5.4 TAFI ON-LINE JOB AIDS

TAPI has on-line references that provide infonnation about various products and services
BellSouth provides, along with other infonnation useful in processing a trouble report. This
window may be accessed through the Help window function key (Fl).

~ Note: The 'Help Key' (FI) can be depressed at any time and from any TAPI
window to obtain reference infonnation ... even without a telephone number
entered in the Initial Trouble Entry Window. The user should access this
resource and become familiar with all of the infonnation available.

To review the on-line job aid capabilities, the user should log into the CLEC TAPI system:

•

•

•
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02-25-00 TI'oubie Anah sis Facili tation Intel'face BRTAFIYM BST R2000.1 SIMTN•• "~_~

OOS .- AOOOESS

**********M*************M**M*****M***************
* May contain frag~ented CPNI, to be used only *
* consistent with your CPNI training. Not to *
* be used for sales and Mrketing purposes. *
*******************M****M***K*KK**KKKKK**KKMKKKK*

liexitllsupervise

~ TN ••
IOUTGO
IINCOM Queue Mana~ent? I
ITRANS
IHENOR ~rofile i[~ued
IHENOR
IrnLLI
ILONG
IPHVSI
IDATA
IENHAN
INBI F'---------------------'
INEW FLOW 2

No troubles in queue 08:13:12
Figure 7 - Initial Trouble Entry Window

•
Depressing the Fl Help function key will result in obtaining the "TAFI Master Help Menu":

02-25-00 TI'oubie AnaI~,sis Faci I i tation Inter-face BRTAFIYM BST R2000. 1 SIM

TN······oos~r-~

TfFI IflSTER I£LP tEtlU

IPIlDNl Ll S1 I
IFEATl.R: AIDS
IfPPLI rnTIOO OVERVIEIoI
IMAINTBfttCE PLffiS
ITAFI I£LP

K******************K***
M May contain fragPlel'lt
M consistent wi th your
M be used for sales an
K****K**K*K**K*K*KK****

mmJI TN ••
IOUTGO
IIIiCOM Queue Managel'lent? I
ITRANS
IHEHOR ilProfile liqueued
ItEHOR
ICALLI
ILOt(]

IPHVSI
!DATA
IEtIffi
ItEW FL.---------·'--------------'
ItEW FLOIoI 2

08:16:25
Figure 8 - TAFI Master Help Menu

•
The user would select the specific Job Aid from this menu,
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5.4.1 PHONE LIST
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•As a resource for the TAFI user, the system maintains a list of referral telephone numbers that
may be used during the resolution of a customer's trouble report. Although many of these
numbers are intended for BellSouth' s repair attendants, the CLEC user will find a number of
them useful as well.

Selecting the Phone List option produces the following sub-menu of options:

02-25-00 Tr-ouble Analysis facill t

TN ••••••_.
ODS IA

~~~M~~****~**~****~****

* May contain fra~t

* consistent ~ith your
* be used for sales an
~**M*******M**M*MMM****

IIiJIi1!I TN •• I
TOOfGO
I ItlCOM Queue l1anagelll6flt? I
ITRANS
It'E11OO lBProfile _queued
It'El1OO
ICALLI
ILONG
IPHVSI
IDATA
IENtflN
ItEW FL..---------I
ItEW FLOW 2

I£LP LOOK UP

900 TROUBLE REPORTING LOOKUP
Att«lVftICE CALL CEHTERS tt.JttBERS
BellSouth EntertainNent
BellSouth Paging
a..EC LOOOF TABlE
DBAC/AIS
f(r FOHN NUJIIbers
FREQlHITLV DIALED tUI3ERS - COIN
FREQlENTLV DIALED NUI1BERS - AlffiAHA
FREQlENTLV DIALED NUI1BERS - CAROLINAS
FREQlENTLV DIALED NUI1BERS - FLORIDfl lP
FREQlENTLV DIALED NUI1BERS - GEORGIA
FREQLENTLV DIALED tUI3ERS - KENlOCKV
FREQLENTLV DIALED I'U'tiERS - LOUISIFtfl
FREQlENTLV DIALED tu1BERS - MISSISSIPPI
FREQlENTLV DIALED ItJl1BERS - TENNESSEE
Cl.00fL CALLI~ CARD & 800 PLATFORM

vvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvv
Bur> lB'down m!Daccept

08: 17:25

•
Figure 9 - Phone List Menu

Notice the function key instructions located at the bottom of this Phone List menu? To select an
item on this menu the user must use the function keys F3 (for down) and F2 (for up) to move the
highlight area. Once the desired option is highlighted, depress the .J Enter key.

Also notice the row of down arrows at the bottom of this menu. This indicates that more options
are available. To view these additional selections, the user must depress the "Page Down" key.

•
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02-25-00 Tr'ouble Analysis Facih t

TN ••••••••
oosrA

~~~~~~~~~~~~~~~~~~~~~~*

~ May contain fra~t

~ consistent with your
~ be used for sales an
~~~~~*~*~*~~~~~~*******

tELP LOOK UP

CLEC LOOKUP TABlE
DBACIAIS
FCF ADMIN NUNbers
FREQlENTLV DIfLEO NUI1BERS - COIN
FREQlENTLV DIfLEO tU1BERS - fl...ABAI1A
FREQlENTLV DIfLEO tu1BERS - CAROLINAS
FREQlENTLV DIfLED tlJt1BERS - FLORIDA UP
FREQlEtHLV DIfLEO tIJtIJERS - GEORGIA
FREQlENTLV DIfI...EO tU1BERS - KENTUCKV
FREQlENTLV DIfI...EO tU1BERS - LOUISIAtIA
FREQlENTLV DlfI...EO NUHBERS - MISSISSIPPI
FREQlENTLV Dlfl...EO NUHBERS - TENNESSEE
GLOOfL CALLI ttl CARD ~ 800 PLATFORI1
ISDN REFERRAL tiUtfJERS
RESELLERS CONTACT NUt1BERS LIST
TREC Centers
IotlC CUT Cfl3LE REFERRAL LIST

IBuP lIdown !mIDaccept

mm:I TN •••••
IOUTGO
IINCCI1 Queue Hanagel'lent? I
ITRANS
II1EMOO .rofile liqueued
ItEMOO
ICflLLI
ILONG
IPHVSI
IDATA
IENHAti
II'EW Fl..----------I
It£w FLOW 2

•

08:20:01
Figure 10 - Additional Phone List Options

•
Selecting the CLEC Lookup Table (by depressing F3 until this option is highlighted and then
depressing the .J Enter key) produces the following outcome:

02-25-00 Tr'ouble Analysis Faclli tc

***********~*************************~****************~********~****~*******~** Subject : a..EC LOOKUP TABLE

**~~***~~**************************~*******************~**********************

TOPIC: CLEC CONTACT NlJl'I3ERS LOOKUP LISTItii IlllPOATED 02-10-2000

OCN CLEe's Full Ha_ Repair II Order II Narrative

2586 2nd Century COIIlIII, Inc
4166 A-1 Mobile
4167 ABC Connection
2529 Accelerated Connection (ACI Corp)
4380 Accelerated Connection (ACI Corp)
7652 Access AMerica (Tele-Sys, Inc.)
2720 Access Integrated NetlllOrkS. Inc.

888-272-8778 888-272-8778 2nd Cent
888-567-5335 888-567-5335 A-1 Mobile
770-222-7079 770-222-7079 ABC-Conn
888-706-0058 888-706-0058 Accelerate
888-706-0058 888-706-0058 Accelerate
800-860-2140 800-860-2140 Access API.
912-475-9800 912-475-9800 Access Net

IENHANI ***~****~***~*******~**
It£l.l F--------1
ll'EW FLOW 2 I

FREQlENTLV DIALED tU1BERS - TEl'tESSEE
GLDBfL auING cmo 3 800 PlATFOOt1

vvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvv
lEAJP Ii:'down lIDIDaccept

08:20:43

•
Figure 11 - CLEC Lookup Table

The TAPI Help system is displaying the text of a file that is longer than the number of lines
available in this window. You know this because the word 'end' does not appear as the last line
of information. The word 'end' is called the End of File mark or EOP.
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To view the additional information, depress the "Page Down" key on your keyboard. If the EOF
is still not displayed, depress the Page Down key again to view the next 'window' of information.
Also, if you have 'scrolled' down too far, you can move back up the file by depressing the "Page
Up" key.

Depressing the Page Down key from Figure 11 produces the next 'page' of test information:

02-25-00 TI"oubIe AnaI~jsis Facill t

•

FREQl£NTLV DIfLEO NUHBERS - TEtt£SSEE
GJlBfl.. Cfl..Llt13 am & 800 PLATFORM

vvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvv
..., 1I'down !mIEtilccept

2720 Access Integrated Networks, Inc.
7039 Access Integrated Networks, Inc.
8780 Access Point
4834 Actel Integrated C~ications

4835 Actel Integrated C~~unications

4883 Actel Integrated C~~ications

6111 Adelphia Telec~ of FL
8932 Advance Phone Syst~

8383 Advanced Cellular Corp.
8839 Advanced Tel. Inc.
7774 Advanced Tel. Inc. (EATel)
6189 Advantel ~~ications, Inc.
8471 Advent Consul ting & Technology
4208 Arrican-~rican Tele~ Inc.
7017 Alec, Inc.

IENHANI ***********************
INEW F ---------1
INEW FLOW 2 I

912-475-9800 912-475-9800 Access Net
912-475-9800 912-475-9800 Access Net
800-957-6468 800-957-6468 Access Pnt
877-700-9400 877-700-9400 Actel
877-700-9400 877-700-9400 Actel
877-700-9400 877-700-9400 Actel
800-345-4319 800-345-4319 Adelphia
888-779-5330 888-779-5330 Advance
888-397-6490 888-397-6490 Adv Cell
504-621-4300 504-621-4300 Adv-Tel
504-521-4300 504-521-4300 Adv Tele
800-832-1880 800-832-1880 Advantel
813-715-1619 813-715-1619 Advent
888-327-5228 888-327-5228 African-AlII
502-422-5363 502-422-5363 Alec Inc

08:21 :06

•
Figure 12 -Next 'Page' ojCLEC Lookup Table

Notice that as the user scrolls down a window, the last item on the first page becomes the first
item on the second page, etc. This designed overlap provides a measure of confidence that items
were not skipped over.

The primary user for this CLEC Lookup Table is the BST employee. Should your (CLEC's) end
user customer call BST in error to report a problem, this table will provide the correct referral
number. The Repair # routes callers to your maintenance operation while the Order # provides
access to your Business Office (sales).

•
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CLOSING THE HELP WINDOWS

When you have finished viewing the selected information, depress the F6 function key to 'retrace
your steps'. For example, depressing the F6 key one time will return you to the Phone List menu.
Depressing it a second time will return you to the TAPI Help menu and depressing F6 a third
time will return you to the Initial Trouble Entry Window (or where you were when you depressed
the Help Key (Fl)).

5.4.3 FEATURE AIDS

Suppose the customer calls and advises that he has forgotten how to activate his Call Forwarding
feature. After entering the customer's telephone number in TAFI, the user can quickly verify if
the customer is paying for Call Forwarding by depressing the F7 function key. Doing so
produces Figure 13:

02-25-00 Tr-ouble Analysis Facili tation Inter-race BRTflf IYM BSl R2000.1 SIM

~ Note: The F7 option translates the USOC coded feature information found on
the customer's CSR list into English terms. (Obviously, without a telephone
number, it's impossible to locate the customer in the database).

lAESDUNCAN, JACK M
867 RFNEE DR . HAUGHoosr-~

WKG RES tfUNT COtfTRACT IDG

5038TN m: m:•
----- BOCRIS Features ----
MeROry Call Service
Message Waiting/Stutter Dialtone
Long Distance Carrier (0288)
Touch Tone
Call Waiting
Cancel Call Wai ting
Call ForMarding Variable
Call ForMard Busy
Call ForMard Don't Answer
Call ForMarding Ringing Cycle (4)
Call Return
~ire Maintenance Plan
Intralata Carrier (5124)

BOORIS Data Available for 9999495038
Figure 13 - Customer Feature Listing (F7)

01:38 08:36:04

•
Assume for the moment that the user is not familiar with how to activate the Call Forwarding
feature. The user can obtain instructions on the operation of a vast number of features from the
TAFI Help utility. Depressing F1 produced Figure 8 - TAFI Master Help Menu. From this
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menu, selecting the Feature Aids option will produce a listing of available features documented
as shown in Figure 14 - (Help) Feature Aid Listing: •

Figure 14 - (Help) Feature Aid Listing

02-25-00 Trouble Anal~sls Facilit

TN •••••••••
OOS I A

~*~*~~*~~*~*~~~~***~~*~

~ Hay contain frag~t

~ consistent lIIi ttl your
~ be used for sales an
~~~~*~*~*~~**~*~*******

•

tELP LOOK UP

AHONYMOUS CALL REJECTIOH

08:22:15

CALL BLOCK
CALL FQRl.RIDII'(]
CALL F~DII'(] DON'T ftiSJ.lER
CALL RETlA'l
Cft..L SELECTOR
CALL TRACING
CALL WAITII'(]
CALL WAITING DELUXE
CALLER ID
CALLING ttJM DELIVERY BLOCKING PER CALL
CALLING tlJttiER DELIVERY BLOCK
HAINTEtfttCE PLANS
I1EI'IlR'J' CALL ANSWERING SVC PLUS
I'EI'IlR'J' CALL BASIC
I'EI'IlR'J' CALL DELUXE
MESSfH Il:LIVERV SERVICE

vvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvv
1E.oup IBdown liDIJ[oaccept

~ TN ••
IOUTGO
IINCOM Queue Mana~ent? I
ITRAttS
IMENOR IiProfile liqueued
IMENOR
ICALLI
ILONG
IPHVSI
IDATA
IENHAN
ItBI FL...---------I
I!'BI FL()I.I 2

~ Note: As demonstrated in Figure 9, this option has more entries than can be
displayed on a single screen. To view these additional options, depress the
'Page Down' key.

Selecting the Call Forwarding option will produce a text file describing how to use this feature as
shown in Figure 15.

Notice that the word 'end' does not appear at the bottom of this window. Therefore the user
knows there is more information on this subject available. To access this additional information,
depress the Page Down key. Read the information provided and then depress the Page Down key
sequentially until reaching the EOF mark.

•
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HELP LOOK UP

~*~*~*~*~~*~~~~~~*~~~~~**~*~**~*~~~~~~~*~***~**~~~*~*~*~~******~***~*****~**~~

~ Subject : CALL FORWARDING
~~~~~*~~~~*~~*~~~~*~~~~~~~**~******~~*~********~*~~~~*************************

TOPIC: HOW TO USE CALL FOR~ARDING

1- Listen for a Dial Tone.
2- Dial 72U ~ith Touch-Tone service

(72 ~ith rotary or dial pulse)
3- Listen for a second dial tone, and dial the nuNber you want

your calls forwarded to.
4- Listen for ringing, infor~ the party ~ a~rs that you

for~arding your calls to their nuNber.
5- Your calls are now forwarded .

I
INE~ F LI--------- t'ESSffiE DELIVERY SERVICE
INE~ FLO~ 2 vvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvv

•••••••••• IL!BuP~.-....:lB:::<bJ=.:-..n~I::II::"I~:e=ccep.=.::...t=------=-::~~
08:23:37

Figure 15 - Call Forwarding 'Help Text'

5.4.4 APPLICATION OVERVIEW
This option provides a brief, high level, overview of how the TAFI system operates:

02-2b-OO ll'oublo Analysis Faci Ii ta tion Inted'aoe BRl Af IYM BSl R2000. 1 SIM

TN •••••••_tft1E
DOS I ADDRESS

• 5.4.5

******************************************************************************* Swject : TAFI Overvi~

******************************************************************************

The Trouble Analysis Facilitation Interface (TAfI) for Bell South
TeleCOlllllllrlications (BST) is a rules-based syst.e.l providing autOl'l8.ted
trowle receipt and screening. TAFI is a JX*erful application that guides
its users through a series of questions and instructions to resolve custORer
service and line probleJllS. These questions and instructions, called flOlllS,
trigger the gathering of the relevant data frQIII the custOlller as _11 as BST's
existing applications and systeJllS. TAf! processes the data to provide rapid,
consistent, and efficient probleft analysis and processing.

Upon receipt of a custOl'ler call, a TAFI user inputs whether the custol'ler
considers hiNSelf/herself ~ithout service, the affected telephone nuNber,

08:26:28
Figure 16 - Application Overview

MAINTENANCE PLANS
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This section provides information on the various BST maintenance coverage options. •~ Note: Many CLECs have opted not to purchase BST's maintenance plans and
this data may not be of any benefit to them ... other have.

02-25-00 T,"ouble Anal~lsi5 raci Ii tc

TN ••••••••
OOSIA

HELP LOOK lJ>

~ fFTER HOmS LABOR USOC W-ClifRiES
WMP DEFINITION or TECHt'lICAL TERMS

08:27:28 •

IoIt1P INSTALLATION USOCs W-CIflRGES
IoIt1P MAINTENANCE-REPAIR USOCs "'-CHARGES
J.I1P t1ATRIX-tfHNTENANCE PLAN
If1P NAHE ftfI) DEFINITION
I4t1P PREHISES WORK OflRGES

IMAINTENANCE PLANS I

IPIDE LIST
IFEATmE AIDS
IfFPlICATION OVERVIEW

ITAFI t£LP

~~~~~~~~~~~~~~~~~~~~~~~

~ Hay contain frag~t

~ consistent ~ith your
~ be used for sales an
~~~~~~~~~~~~~~~~~*~~~~~

mmII TN ••
IOUTGO
IINCOI1 Queue l1anagelllent? I
ITRANS
IHEHOR IIProfi Ie lI-queued
IHEHOR
ICALLI
ILONG
IPHVSI
IDATA
IENHAN
ItHoI FL---------L----------'
ItEloI FLOW 2

Figure J7 - BST Maintenance Plans

Selecting one of these options will provide specific details about the individual plan.

5.4.6 TAFI HELP

The last entry on the TAFI Master Help Menu is called "TAFI Help". It contains a number of
reference options as well as providing some additional 'look up' functions. Selecting this menu
choice produces the options found in Figure 18 - 'TAFI Help' Option, located on page 37.

•
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• 02-25-00 Tr-ouble Analysis Facil1tc

TN ••••••~.OOSn
/-ELP LOOK UP

BACI(()flTE CODES & USAGE
BACKTALK
CARRIER IDENTIFICATION
PASSIoVRD I'flltfTENANCE
VIDEO TRIAL COVERffl: AREA
IoII1P AFTER HornS LABOR USOC W-CHARGES
WHP DEFINITION OF TECHNICAL TERMS
loIMP INSTALLATION USOCs Iol-CIflRGES
WHP I'flINTENANCE-REPAIR USOCS W-OflRGES
WHP I'flTRIX-HAINTENANCE PLAN
IoII1P NAtE AND DEFINITION
IoI1P PREMISES IoKR: CHARGES

•

IDJIi1II TN •••••
IOUTGO
IINC£t1 Queue Managelllent? I
ITRANS
IMEMOR iE.profile iiqueued
IMEMOR
ICALLI ~~~~~~~~~~~~~~~~~~~~~~~

ILOtIi ~ May contain fragJllent
IPHYSI ~ consistent lIIi th your lE.oup lI:-doIIln l!DIDaccept
IDATA ~ be used for sales an '--------------------'

IENHAN ~~~~~~~~~~~~~~~~~~~~~~~II ~1.~r~ij.~.~II~I.~i~~~~~~~
INHI F -
INEW FLOW 2

08:30:21
Figure 18 - 'TAFl Help' Option

A useful 'look up' option is the Carrier Identification entry. Reviewing this file will show the
Preferred Interexchange Carrier (PIC) code for every long distance carrier in the BellSouth
region. The list is sorted by PIC code.

02-25-00 l,'ouble Ana I~Jsis raClIl t;

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~*~~~~~~***~~~~**~~*~*~~~~~*~~~~~~**~

~ Subject : rnRRIER IDENTIFICATION
~*~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~*~~~~~~~~~~~~~~~~*~~~~~~~~

Updated 12-14-1999

TOPIC: CARRIER CROSS-REFERENCE TABLE

PIC ID

0008

0009

0011

rnRRIER Ifl'E

TELE-FlBERtET

t£ARTLltE COtt1. INC.

METR(l'EDIA UH; DISTANCE

SVC TEL. I'IlItiER

800-226-88888

800-569-22000

800-275-22733

• EP - Issue 1
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INEW FLOW 2
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Figure 19 - Carrier Cross-Reference Table
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•.-.. " ." ,'---, '."

~ Note: The BACKTALK system referenced in the TAFI HelP M~u is
BellSoutb interactive voice response system used to communicate wi .
end~user. S' dialogue regarding a CLBC trouble report is between Ben
the CLBC, AI..K systeltithat is not used f{)r processingCLEC trc

5.4.7 OTHER RESOURCES

In addition to the on-line resources, the call guide pages of the BellSouth telephone directory
make a wonderful job aid for instructing customers' on the proper utilization of their service.

5.5 TROUBLE ENTRY SCREEN

Upon receipt of a customer call, the user will obtain and enter the area code and telephone
number of the line in trouble and then depress the .J Enter Key.

Based on the telephone number entered, the CLEC TAFI system gathers and displays the
following information from the downstream or "legacy" systems: •• The customer's Name and Address from LMOS

• Line Features from the CRIS Customer Service Records (CSR)

~ Note: TAFI also obtains the customer's name and address from the CRIS
CSR. However, the name and address found on the LMOS record is displayed
on the TAFI screen and is used to generate the trouble report. In almost all
cases the name and address values are the same. However, in some cases, the
LMOS record may have incorrect data and you must then enter the correct
values in the Narrative field of the trouble report (discussed later). This
ensures that the field technician is dispatched to the correct location (if a
dispatch is necessary to correct the problem).

~ Note: The CLEC TAF! system validates that the number entered belongs to
the CLEC processing the report. If the entered number does not belong to the
CLEC (as defined by the OCN in the user's TAF! profile), TAFI will generate
an error message for 5 seconds and will then return the user to the Initial
Trouble Entry Window.
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For illustration, a trouble report for 999-949-5038 is entered as follows:

02-25-00 Tr-ouble Analysis Facili tatlon Inter-face BRIAFl'r'M BST R2000.1 SIM

TN •••••••_1fl1E
oos I ADOOESS

MMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMM
M Hay contain fragMl"lted CPttI, to be used only M

M consistent loIi th your CPttI training. Not to M

M be used for sales and ~rketing purposes. M
MMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMMM

IIexit.~ervise

5038mm1II TN. m:
IOUTGO
IINC~ Queue Hanagelllel1t? I
ITRANS
It'E11OR &>rofi Ie lBqueued
It'EHOR
IrnLLI
ILONG
IPHVSI
IDATA
IEl'Ifti
ItEW FL-------------------'
ItEW FLOW 2

•
No troubles in QUeUe

Figure 20 - Initial Reponfor 999-949-5038 Example
08:34:14

Depressing the -l Enter key results in the following:
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02-25-00 Tr'ouble Analysis Facili tation Interface BRTAFIYM BST R2000.1 SIM

DUNCAN, JACK M
867 RENEE DR . HAUGH

TNmm:

TOG

5038 II! IfllE
OOS ADDRESS

~ITING FOR BOCRIS
I«G RES I'flINT CONTRACT IN (U1OS)
2071 DA'r'S SINCE LAST TROlElE
tICAL FRAl1E

•
Analyzing D~treaJII SystePIS II

LI10S Data Available for 9999495038
Figure 21 - Processing a Report

00:02 08:38:25

TAFI gathers data from LMOS and BOCRIS (CRIS) in order to process a customer trouble
report. Once the user enters the initial information on the Initial Trouble Entry Window, TAFI
forces the user to wait until the downstream data is collected. The message "Analyzing
DownStream Systems" is displayed.

Notice that the message in the Status Line tells you that the LMOS data has been collected and
the message under the Name and Address fields tells you that TAFI is still waiting for BOCRIS
information.

=> Note: Earlier versions of TAFI obtained the customer's feature data (CSR) by
logging into BOCRIS. TAFI now gathers this data directly from CRIS using a
new communications technique called Navigator. However. the screen
messages (i.e., "waiting for BOCRIS") did not change.

=> Note: The current message in the Status Line will remain on the screen until
the next Status Line message appears. Sometimes this is only a few seconds.

Once TAPI has collected data from the downstream systems, the following screen is provided:

•

•
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02-25-00 T,'ouble Analysis Facili tation Inter'race BRTAFIYM BST R2000.1 SIM• TNm:B 5038 II! NAI1E
OOS ADDRESS

DUNCAN, JACK M
867 RENEE DR • HAUGH

1AES

TOG
IoIKG RES I1AINT CONTRACT TOG
2071 DAYS SINCE LAST TROlELE
MeAl B-9995559141 FRAME 999-555-4948

IDIAL TONE I
IOOTGOING alLL
IINC~ING CALL
ITRANSt1ISSION
Il'El1OO'r' SERVICE
IMEMORVCfLL
ICALLING PLANS/BILLING (ANI)
ILONG DISTANCE
IPHYSICAL
IDATA PROBLEMS
IENHANCED SERVICES
INEW FLOW 1
INEW FLOW 2

BOCRIS Data Available for 9999495038
Figure 22 - Main Menu Screen

05:0908:43:32

•

•

The Trouble Entry screen is used to initiate the report processing flows .

~ Note: TAFI is just an interface to many BellSouth systems. LMOS is the
official trouble reporting system for non-designed services. When the user
processes customer reports using TAFI, TAFI does all of the work of
generating the appropriate LMOS entries.

The Trouble Entry screen consists of the following:

Title Bar

Customer Information Window

Query and Message Window

Base Window Area

Sub-Menu Windows

Pop-Up Window Area

Status Line
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•The Title Bar is located on line one and displays the current date, application name (Trouble
Analysis Facilitation Interface), the name of the physical processor (BRTAFIYM) and the
application version (BST R2000.1 SIM).

5.5.2 CUSTOMER INFORMATION WINDOW

The fields in this window are populated with infonnation from LMOS about the customer's
account. TAFI uses the telephone number you entered in the Initial Trouble Entry window to
retrieve the following customer information:

• Name

• Address

• Maintenance agreement indicator

• New installation flag

The first section of the Customer Infonnation Window identifies your customer's line record.
This infonnation is automatically provided by LMOS.

• TN: The area code and telephone number of the line in trouble is displayed here.

• 008: Out Of Service indicator flag (YIN)

• Name: The customer's name as listed in the LMOS database

• Address: The street address where the service is located (according to LMOS)

The next block of infonnation contains information about the service. It is located under the
Name and Address block.

(1) The Working Condition (e.g., WKG).

•

Any of the following could be shown in this field.

WKG (Working) Calls can be made or received from this number. •
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UNAS (Unassigned) The telephone number is not yet assigned to a customer. It is
possible that new telephone service information is not available
yet in LMOS. (The TAFI screen would show 'Not Found" in the
name and address field.)

User action: Obtain the Name, Address and Location information and type it in
the Narrative field on the TAFI Trouble Report screen. Remember to precede the
name with LN __ (for listed name) and SA __ (for serving address).

DISC (Disconnected) Calls cannot be made or received from this number. It is
possible that new telephone service has recently been installed
and the computer records are in the process of being updated.

User action: Ask the customer if the service was recently installed. If yes,
obtain the Name, Address and Location information and enter it in the Narrative
field. Remember to precede each entry with _? (see above)

NWKG (Non-working) Line is temporarily not working either at the customer's
request or because of an overdue bill. Calls cannot be made or
received from this number.

User action: Do Not discuss NWKG with the customer. Say something like:
"Mr./Ms. (Customer's Name) my records indicate that you will need to talk with
our Business Service Center" (i.e., follow the procedures established by your
company for this condition).

(2) The Class of Service (e.g., RES)

Identifies the Class of Service (CS) - Residence, Business, Coin, Data, etc.

RES for residence service should be shown on your screen. (Although many of the examples in
the TAPI training database carry the RES Class of Service, the CLEC TAPI system will properly
support both Residence and Business POTS trouble reports.)

5.5.3 VERIFYING NAME AND ADDRESS

The recommended procedure is for the user to verify the customer's name and address
information shown on the screen.
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This infonnation is confidential and must always come from the customer. Repeat the name
and address only after the customer has given it to you. If the customer fails to give you location
infonnation, and the screen shows location data, ask the customer if there is an apartment,
building, or floor, etc., whichever pertains to the location data shown by LMOS.

If the name and address do not match the infonnation the customer has provided to you, VERIFY
THE AREA CODE AND TELEPHONE NUMBER AGAIN.

If the area code and telephone number are both correct, but the name, address and/or location is
incorrect, the correct infonnation will have to be entered in the narrative. Remember to precede
the name with LN __ (for listed name) and SA __ (for serving address)

If the area code or telephone number is incorrect, abandon this CLEC TAPI transaction by
depressing the cancel function key (as discussed in Section 10.1). This will give the user a new
Trouble Entry Screen. Type the correct area code and telephone number and proceed with the
contact.

Next to the class of service is maintenance plan information. This will tell you if the customer
subscribes to one of BellSouth' s maintenance plans or not. In addition, TAPI displays which
maintenance plan the customer is subscribing to.

Next to Maintenance Plan indicator is the Reseller Field - if this account is handled by a
'reseller' .

~ Note: When TAPI is used by a BellSouth repair attendant, TAPI
automatically recognizes that a reseller is involved with the account and
notifies the user so appropriate actions can be taken.

The next line is used to display Trouble History (summary) infonnation. If the customer has
reported trouble in the last 30 days, it will be noted here as a REPEAT Report or you may see
NO TROUBLE mSTORY.

•

•

•
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The last line of the Customer Information Window displays begins with MCAL (for
MemoryCall) followed by an a (for Octel) or B (for BTl) to indicate which MemoryCall system
is provided in the serving central office followed by the MemoryCall Access Number. Should
the TAPI flow indicate that you should contact the 'frame' and have a technician perform a
specific function, the Frame telephone number for the central office is also provided.

5.5.4 THE BASE WINDOW AREA

The base window area is displayed within the lower left comer of the main screen. The base
window area is a display area only.

This window area displays the Main Menu window or the Trouble Entry Summary window.
These windows are never displayed at the same time.

5.5.5 QUERY WINDOW

This window is used to display questions that TAPI needs answered to properly process the
trouble report. The user may have to ask the customer (using your own words) about the
reported trouble to get TAPI an answer or you may know the answer without asking the
customer. When a question appears in this window, you should enter the answer at the cursor
prompt. The question can usually be answered with "Y" for yes or "N" for no.
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02-25-00 TI"ouble Analysis facili tation Interface BRTAFIYM BST R2000.1 SIM

I Is trouble on all phones?

tilT

•1AES

RES MAIHT CONTRACT TDG
DAVS SItU LAST TROlRE
8-9995559141 FRAME 999-555-4948

DUNCAN, JACK M
867 RENEE DR , HAUGH

II

II! Ift1E
OOS ADDRESS

5038TNEm:

INO DIAL TONE I
IAT TItES NO DIAl TOttE
ISL~ DIfI.. TotE
ICAN'T BREAK DIAL TONE
IDIAl TOtE PrTER DIALING NUMBER
IBUSVIREORDER/RECORDltIi PICKUP

BOCRIS Data Available for 9999495038
Figure 23 - Sample Query Window

08: 14 08:46:37

5.5.6 MESSAGE WINDOW

Message windows are used by TAPI to provide the user with instructions or to give
information about the processing of the trouble report. •
TAFI is not very 'polite' when it comes to telling something. When TAFI presents a
message window (it has a very thick boarder so you can't miss it), the message window
takes over complete control of the system. You could be in the middle of filling in some
required data when a message window appears on the screen and all of your keyboard
entries are lost from the instant the message window appeared.

TAPI needs to know that the user has read the information before it will resume
processing the report. The user tells TAPI that you have read the information by
depressing the.J Enter key. To respond to a message window, the user should:

• Read the information TAPI is telling

• Understand what TAFI is telling (and the user might want to make a note)

• Depress the Enter key to clear the Message Window

•
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02-25-00 Tt-ouble Analysis Facil i tation Inter-face BRTAFIYM BST R2000.1 SIN

HIES

RES HAINT CONTRACT TDG
DAYS SItl:E LAST TROUBLE
B-9995559141 FRAtE 999-555-4948

Advise cust~r to try another phone
in that jack.

TN aD: iii li••••~..~.
OOS•

Trouble not on all phones
Has not tried another set
Not calling fro~ trbl loc

INO DIAL lONE I
IAT TINES NO DIAL TONE
ISL()I.I DIAL TCH:
ICAH'T BREAK DIAL TONE
IDIAL TOtE AFTER DIALItI] NUMBER
IBUSY/REORDERlRECORDItIi PICKUP

BOCRIS Data Available for 9999495038
Figure 24 - Sample Message Window

09:10 08:47:33

•
5.5.7 THE MAIN MENU WINDOW

This window lists a series of options representing the first level of trouble determination
selections. The Main Menu is a list of trouble category options. These options are:

•

• DIAL TONE

• OUTGOING CALL

• !NCOMING CALL

• TRANSMISSION

• MEMORY ~ERVICE

• MEMORY CALL

• CALLING PLANSIBILLING (ANI)

• LONG DISTANCE

• rHYSICAL

• DATA PROBLEMS

• ENHANCED SERVICES

• NEWFLOW!

• NEWFLOW~
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The Main Menu is displayed until it is overlaid with the Trouble Entry Summary window
(Remember that the Base Window area can only display the Main Menu or the Trouble Entry
Summary - not both at the same time). •

02-25-00 Tr'oublc Analysis Facih tation Interface BRTAF IYM BSl r~2000.1 SIM

lAESCONN. UONALO & M
115 PAWNEE TRoosr-~

loICG RES MAINT COtfTRACT IDG
2203 DAVS SINCE LAST TROlI3LE
HCAl B-9995559141 FRAME 999-555-4948

1049TN.m

IOIAl TONE I
IOUTGOItIJ CALL
IINCOMING CALL
ITRfltSMISSION
II'EI1OR'Y' SERVICE
It1EHORVCALL
ICALLING PUl'lS/BILLItii (ANI)
ILotIG DISTfK:E
IPHYSICAL
IDATA PROOLEHS
IEHHANCED SERVICES
11'E1oI FLOW 1
INEJ.l FLOW 2

BOCRIS Data Available for 9995551049
Figure 25 - Main Menu

00:24 08:49:51 •
To select an item from the Main Menu you have several choices:

• Depress the Tab key or Space Bar to move the cursor (highlighted area) down one
position per button push - then depress the .J Enter key to select your choice.

• Use the Up and Down Arrow keys to select your option - then depress the.J Enter
key to select your choice.

• Use the "Hot Key" selection method.

Each menu selection has one letter highlighted (bolded, a different color or reversed video
depending upon the user's tenninal type). For illustration, the Main Menu listing on the previous
page has these letters bolded and underlined. Just type one of these letters to select the
corresponding option.

For example, to select 'Physical' as the desired trouble category, just type the letter 'P'. TAFI
will jump the cursor (highlight area) to the Physical entry and automatically depress the.J Enter
key for you.

When an option from the Main Menu is selected, a Sub-Menu window is opened. For example: •
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02-25-00 Tr'ouble Analysis FacilitatIon Intet'race BRTAFIYM SST R2000.1 SIM

HIESCONN, DONALD &M
115 PAWNEE TRoos~~

WKG RES MAnn CONTRACT TOG
2203 DAYS SINCE LAST TROUBLE
MCfL B-9995559141 FRAME 999-555-4948

1049TNEm

IDIAl TONE I
IOUTGOING CALL
IINCOMING CALL
ITRflNSHISSION
ll1El1ORV SERVICE
Il'EMORVCALL
ICALLING PLANS/BILLING (AttI)
ILONG DISTANCE
IPHYSICAL
IDATA PROBLEMS
IENHANCED SERVICES
II'EW FLOW 1
II'EW FLOW 2

INa DIAL TONE I
IAT TIMES NO DIAL TONE
ISL()I.l DIfL TotE
ICAN'T BREAK DIAL TONE
IDIAL TtD: fFTER DIALING IUlBER
IBUSY/REORDERIRECORDING PICKUP

Based on the trouble described by the customer, the user selected an option from the Main Menu
(i.e., Dial Tone) which generated the corresponding Sub Menu. Making a selection from the Sub
Menu will initiate the actual dialogue between the user and TAFI. (Notice that the Hot Key
works for sub-menus too.)•

BOCRIS Data Available for 9995551049
Figure 26 - Sub Menu Example

03:58 08:53:25

This selection will determine the flow of the customer contact. Based on the selection,
TAFI will begin to ask the user questions, direct the user to ask the customer questions,
and/or instruct the user on what actions to take. Therefore, the user must make sure that
he selected the appropriate category to represent the customer's problem.

This interaction with TAPI will take place in the Query and Message window area.

Once the user leaves the menu selection and begin the actual 'flow' process (TAFI asking
questions, etc.), TAFI will overlay the Main Menu with the Trouble Entry Summary.

•

The top half of the Trouble Entry Summary summarizes the flow of the contact. For example:
Suppose the user selected Dial Tone, then No Dial Tone from the sub-menu. Then TAFI tells the
user to ask the customer if the trouble is on all phones. If the customer answers "yes", the user
would enter Y. The Trouble Entry Summary window will display each step in the process as a
real-time audit.
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02-25-00 Tr-ouble Analysis Facilitation Interface BRIAFIYM BST R2000.1 SIM

TN m IBi 1049 CONN, DONAl D 8: M
115 PAWNEE TR

IRES •
j ~s ',ouble on all phones'

NOT II

RES MAlNT CONTRACT ruG
DAVS SINCE LAST TROWLE
B-9995559141 FRAME ~555-4948

INO DIAL TONE I
IAT TItES NO DIAL TOtE
ISLOW DIAL TotE
ICftI' T BREAK DIAL TOtE
IDIAL TM AFTER DIALING tlJI'I3ER
IBUSVIREOROERIRECOROItIi PICKUP

BOCRIS Data Available for 9995551049
Figure 27 - Example Query Window

04:32 08:53:59

If you find yourself taking 'the wrong path' , you can back up by depressing F6 (once for each
step in the process until you reach the appropriate selection).

02-25-0IJ Trouble Anal\jsis ILlcdltatlOn Intel-race I3RIHFIYM eST R20uO.1 SIM •TNEm _lfl1E
oos 1rA0000SS

CONN, DONAlD 8: M
115 PAWNEE TR

lAES

I~s the line ~"ontly in ~, RES mUtT COtfTRACT TOG
OOVS SItICE LAST TROlELE
B-9995559141 FRAME 999-555-4948

INO DIAL lONE I

NDT II
Trouble on all phones ,------------------,
REBACK=N

IRT TItES NO DIAL TM
ISLOW DIAL TotE
ICftI' T BREAK DIAL TM
IDIAL TM AFTER DIALItii tU13ER
IBUSV/REOROERIRECOROItIi PIOOJ>

This question controls when MLT testing can be accomplished. If "Yes", TAPI will instruct the
customer to hang up so a meaningful test can be run.

BOCRIS Data Available for 9995551049
Figure 28 - UU Question

05:2308:54:50

•
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Depending on the trouble being reported, you may receive more sub-menus or the Pop-Up Area
window will be activated for more data entry

02-25-00 Trouble Analysis Facili ta tion Intet'face BRTAFIYM BST R2000.1 SIM

02-25-00 T,'ouble Anal~Jsis Faci I i ta tl0n Interface BRl AF IYM BST R2000. 1 SIM

8

lAES

08:24 08:57:51

TN •• m·e·•••••
OOS

REACHU _
Get reach inforPlation and advise REHARKS _
custolller of cOlIIll'li t...ent. ACCESSU _
(If necessary, use F9 to enter REP BY _
Access & COIIIPIi tlllent inforRation.) tf3l COMI1 uAS"'-- _

••••IIII•••~••~.~~. OCCESS: A B
Line not in use (LIU=N) IAT TIHE OS 05-10-94 0500P

ISL~ DI AS 05-10-94 05QQP
ICAN'T B Be 05-11-94 07QQP
IDIfL TO CUS DT _
IBUSV/RE NOTE _

CAT CO IRATE t! CC t!
TRBL DESC tin IOOOE _

ADTNL tlffi _
Dr RECVO _

HTR:
EtflIL:

Waiting for test results ... 10 secs
Figure 29 - Message Window

•
TN •• 1049 oos,.~ CONN. DONALD ~ M

115 PAWNEE TR
lAES

Do you have a PClFax Hachine
connected to this line?

Trouble on all phones
REBACK=N
Line not in use (LIU=N)

IUI.lmlll
tAT TItE
ISLQI.I or
ICAN'T B
IDIfL TO
IBUSV/RE

REACHU 8005551234
REHARKS xyz Phone

~s: :~:~~==-=-__
NBl COI11 ....AS"-- _

ACCESS: A B
OS 05-10-94 0500P
AS 05-10-94 050QP
Be 05-11-94 0700P

CUS DT _
NOTE _

CAT m IRATE t! CC t!
TRBL DESC tIlL IOOOE _

ADTIt... ~ _
DT RECVO _

HTR:
EtIUL: _

8

•
InforPlation Available for 9995551049

Figure 30 - Access and Commitment Window
14:20 09:03:47
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02-25-00 TI'ouble Analysis Facili tatlOn Inter'Face BRTAIIYM BST R2000.1 SIM

1049 II! NAME
DOS ADDRESS

CONN, DONALD &M
115 PAWNEE TR

1fES •
Advise cust~r line tests okay.
Does custo~r agree to closeout?
(Answering YES will route to FECOTOK.)

RES MAINT CONTRACT TOG
DfflS SItU LAST TROUBLE
B-9995559141 FRftIE 999-555-4948

REBACK=N
Line not in use (LIU=N)

INO DIAL TONE I
IAT lItES NO DIAL TONE
ISL()I.I DIAL TONE
ICAN'T BREAK DIAL TONE
IDIAL TOtE AFTER DIALING lU13ER
IBUSYI REORDERIRECOODING PICKUP

15:07 09:04:34
Figure 31 - FEeO Recommendation

The bottom half of the Trouble Entry Summary window displays supplemental data, facility
trouble indicators and special handling flags.

Multiple windows can be layered in the Pop-Up Area. As the flow continues and additional
information or actions are initiated, activated windows are layered over the inactive ones. The
activated window is always in front (and has the square cursor on it).

In this example trouble report, the customer did not agree to test results and the user answered
"N" to the 'Does customer agree to closeout' question (above screen). TAPI then routes the
report to the screener MA position in the BRMC for additional analysis.

~ Note: In this example, the test results indicated a Test OK outcome. TAPI then
examined the NIW database to see if there is a history of CO blockage (which could
cause a temporary NDT situation). No blockage data was found and, since the customer
disagreed to close the report, the report is routed to the MA with the outcome of the NIW
query.

•
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INITIAL TROUBLE REPORT - ROUTE FOR Iftf)lItiG

TN 999 555 ""-'10><::4'""-9 REPEAT.!:! EC m UNIT 62700000
LOC _

NAME CCHi! DONAlD & M
ADDRESS 115 PFMEE TR

SUB.!:! so .!:!

REACHU 8005551234 ACCESSU 8005551234
REMARKS CLECD123456789Q (»(1 _

TRBL DESC WL lOOOE _

NARRATIVE -ndt-a/p=tSKIONE

MTR: _ LINK: _
tHI COtt1 ...,AS"--____ ACCESS: A B

aJS DT CAT CD IRATE.!:! CC t!
DT RECVD SUB: CLSfLT NI t!

CfLLEDD _
REP BY ...,Ge2!.ne.IE- _

NOTE _

os 05:-10=94 050QP
AS 05-10-94 0500P
Be 05-11-94 0700P

TEST RES ...,1(»(""'- HANDLE BLKN
RECO'K:tI) BLKN-TOK-Ho Blockaae Found

Info~tion Available for 9995551049
Figure 32 - TAFI Trouble Report Screen

MISC ""'H98""'- _

BRTAFIYM
03:42 08:58:11

•
5.5.8 STATUS LINE

The bottom of the Trouble Entry screen is reserved for the status line. The status line is
used to display error and status messages. It also displays, in the bottom right hand
comer, the time elapsed since you began taking the trouble report and the current 'system'
clock time, in that order.

The status line is a display window only. You cannot enter data in this area.

•

When all entries have been made on the Trouble Entry screens, the .J ENTER key is pressed to
initiate the LMOS Trouble Report. The screen disappears and the Initial Trouble Entry Screen is
displayed to begin processing the next report. When the user completes the TAPI transaction, on
of three possible outcomes occur:

• The problem is resolved and an LMOS trouble report is initiated and closed.

• The problem is placed in an LMOS trouble report and routed to the appropriate work
group for handling. (This includes sending reports to the "Technical Support"
(TECH) group of MA' s for manual screening because TAFI does not have enough
information to make a determination.)

• The problem is cleared by TAFI as a transfer situation (i.e., refer to Business Office).
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The procedure for processing trouble reports is quite simple:

1. Listen to what the customer is saying and then translate it into the appropriate
trouble category.

2. Select the appropriate trouble category from the TAFI Main Menu.

3. Respond to TAFI's questions and do what TAFI says.

Being able to identify what the customer's trouble is (i.e., filtering what the customer tells you to
determine the nature of the trouble) will enable you to select the appropriate starting point in
TAFI. Once you have the correct starting point, TAFI takes care of the rest.

6.1 TROUBLE CATEGORIES

Each trouble category on the Main Menu is a broad description that corresponds to a 'family' of
possible trouble situations - the Sub-Menu items. In some cases, the Sub-Menu items have a
further breakdown of possible trouble conditions in additional Sub-Menus. Using this approach,
TAPI is zeroing in on the actual cause of the problem.

Following is a review of each Main Menu trouble category and a discussion on the various sub
menu options. The initial trouble categories were first discussed in "The Main Menu Window",
section 5.5.7.

A key to learning these descriptions is to always remember that the customer will be reporting
trouble that affects the making or receiving of telephone calls.

OCN is the Operating Company Number assigned to the local competition camer during the cenification process of becoming a CLEC.

•
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